
Job Code Approv ed/Adop ted Date

CITY OF RIVERSIDE
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HUMAN RESOURCES DEPARTMENT Revised

CLASSIFICATION SPECIFICATION

TITLE:  UTILITIES CUSTOMER COMMUNICATIONS MANAGER

DEFINITION 

Unde r genera l direction, pe rform  a variety of pro fession al mar keting a nd com mun ication ser vices de signed to

communicate effectively with the residential, commercial, industrial and City employee audiences; to increase

overall public awareness of City programs through the development and implementation of an effective marketing

and communication plan; to increase all levels of internal department communications; to directly manage

marketing staff to design, develop and produce collateral materials and disseminate information on City programs

and services to the public and media as deemed necessary or desired; and to do related work as required.

REPORTS TO: Comm unications Officer, or Utilities Deputy Director/Marketing & Customer Service

SUPERVISION RECEIVED AND EXERCISED 

Receives general direction from the Communications Officer or Utilities Deputy Director/Marketing & Customer

Service.  Exercises general supervision over profes sional, technical, and administrative support staff.

EXAMPLES OF DUTIES  

Typical duties may include, but are not limited to, the following:

• Provide leadership in the development, implementation, evaluation of marketing and communication activities

within a dep artme nt. 

• Mana ge all busin ess rete ntion and  develop men t services  and ac tivities within the de partm ent.

• Recomm end, implement, and evaluate goals, objectives and practices for overall improvement in marketing

efforts.

• Research and analyze new service delivery methods.

• Negotiate, present for approval, and implement approved customer agreements.

• W ork clos ely with the Pu blic Utilities Direc tor, City Man ager, M ayor, Dev elopm ent Dep artme nt, and

Rede velopm ent Age ncy to identify wa ys to attract ad ditional com mer cial/retail deve lopm ent to the C ity and to

retain exis ting develo pme nt.

• Serve a s the intern al coordin ator am ong C ity staff regarding marketing services, promotions of programs and

customer communication.

• W ork c lose ly with va rious  depa rtm ents  to fulf ill the go als an d objective s es tablis hed  by the  Pub lic Utilitie s

Board ,  and exe cutive City m anage men t.

• Develop and implement a marketing plan identifying goals, objectives, strategies, tactics and tools, including

action plan for reaching internal and external audiences with a bench-marking and measurement component

outlined to gauge its success.

• Monitor and evaluate the needs an d responses of residents a nd businesses to ens ure effective

com mun ications thr ough s urveys an d custo mer  contac t.

• Provide individual marketing and communication services support and consultation on each

divisio n/se ction /grou p with in the  City.
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• Support emergency communication measures and public information outreach.

• Rep rese nt the  City as  requ ired,  in terna lly and e xtern ally.

• Research and analyze trends and standards in the marketing and communications industry as it relates and

translates  to the Utility and C ity governm ent.

• Coordinate with Public Utilities staff, when necessary,  to meet the needs of new business.

• Man age , direc t, and  coor dinate the  work  of pro fess ional suppo rt person nel, and o utside pro fession als. 

Neg otiate  on pr oducts a nd ve ndor services  on be half o f the C ity and  pres ent fo r app rova l as ne cessary.

QUALIFICATIONS

Know ledge of:  

• Pertinent federal, state, and local policies, procedures, laws, and regulations.

• Modern methods and techniques of marketing.

• Rate -makin g theory.

• Principles  and pra ctices of  organization , adm inistration, bu dget, and  person nel ma nagem ent.

• Office m ethods , proced ures, an d equipm ent.

• Ethical and effective negotiation methods.

• Electric power and water usage.

Ability to:  

• Select, supervise, train, and evaluate Marketing Services Division staff.

• Provide administrative and professional leadership and direction.

• Recomm end, implement, evaluate, and modify goals, objectives and practices.

• Prepare and administer large and complex budgets.

• Negotiate complex and sensitive development agreements.

• Analyze problems, identify multiple solutions, project consequences of proposed actions, and implement

recommendations in support of goals.

• Comm unicate clearly and concisely, both orally and in writing.

• Develop and maintain positive working relationships with City departments, businesses and the local

com mu nity.

• Prepare and present clear and concise administrative and financial reports.

• Use appropriate computer hardware and software.

Education and Experience: 

Any com binat ion of  expe rienc e and  educ ation  that w ould lik ely pro vide th e req uired  kno wledge an d abilitie s is

qualifying.  A typica l way to obtain th e know ledge an d abilities wou ld be:  
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Education: Equ ivalen t to a B achelor’s  Deg ree f rom  an ac cred ited college  or un ivers ity with m ajor w ork in

mar keting, bu siness  or a related  field.  A Ma ster’s De gree in a re lated field is high ly desirable. 

Experience: Five years of highly responsible experience in the management of a marketing and/or

business retention program for an electric, water, or other utility, or similar experience in the

energy se rvice s indu stry.

MEDICAL CATEGORY:    Group 1

NECESSARY SPECIAL REQUIREMENT

Possession of an appropriate, valid, class “C” California Motor Vehicle Operator’s License.

CAREER ADVANCEMENT OPPORT UNITIES

FROM: Utilities Customer Communications Manager

TO: Utilities Deputy Director/Marketing & Customer Service


